
SOP Template: Patient Flow Management and
Communication Procedures
This SOP details patient flow management and communication procedures to optimize the movement of patients
through healthcare facilities efficiently. It covers appointment scheduling, patient triage, admission and discharge
processes, interdepartmental coordination, and effective communication protocols among healthcare providers,
patients, and support staff. The goal is to enhance patient experience, reduce wait times, and ensure seamless
information exchange to support quality care delivery.

1. Purpose
To establish standardized procedures for managing patient flow and communication within the healthcare facility,
ensuring optimum efficiency, safety, and high-quality care.

2. Scope
This SOP applies to all healthcare providers, clinical and administrative staff, and relevant support personnel involved
in patient care and coordination.

3. Responsibilities
Medical Staff: Ensure patient assessments, timely interventions, and clear communication with staff and
patients.
Nursing Staff: Perform triage, monitor patient status, and facilitate communication among departments.
Administrative Staff: Manage scheduling, registrations, admissions, and discharges.
Support Staff: Assist in patient transfers, transport, and communication as needed.

4. Procedures
4.1 Appointment Scheduling

1. Offer multiple scheduling options (phone, online, in-person).
2. Confirm patient eligibility and necessary documentation.
3. Send appointment reminders (via SMS, email, or call) at least 24 hours prior.
4. Reschedule or cancel appointments upon patient request and update records immediately.

4.2 Patient Triage & Registration

1. Register patient details upon arrival and verify ID.
2. Conduct initial triage based on standard acuity protocols.
3. Assign patients to appropriate care pathways (urgent, non-urgent, etc.).
4. Provide patients and families with orientation and expected timelines.

4.3 Admissions Process

1. Collect and verify all necessary admission documents.
2. Assign beds according to triage and medical need.
3. Notify clinical staff of all new admissions promptly.
4. Initiate Electronic Health Record (EHR) for each admitted patient.

4.4 Interdepartmental Coordination

1. Use secure communication channels (EHR notifications, paging, direct calls) for patient transfers and consults.
2. Document all handovers (SBAR or equivalent communication tools).
3. Schedule and confirm diagnostic tests or specialist visits as needed.
4. Coordinate with housekeeping, transport, and ancillary departments for timely support.

4.5 Discharge Process

1. Initiate discharge planning at least 24 hours in advance.
2. Explain discharge instructions (medications, follow-up, warning signs) clearly to patient and caregivers.
3. Finalize discharge summary and update EHR.
4. Inform the billing department and coordinate transport if needed.



5. Communication Protocols
Maintain confidentiality of all patient information.
Utilize the EHR for real-time updates and continuity of care.
Conduct structured handoffs and multidisciplinary huddles for high-acuity or complex cases.
Ensure language and accessibility needs are addressed (interpreters, translated materials).
Document all significant interactions and instructions in the EHR.

6. Monitoring & Quality Improvement
Collect and analyze patient flow data (wait times, length of stay, readmission rates).
Conduct regular staff training and competency assessments.
Review incident reports and patient feedback for process improvement.
Update SOP annually or as needed based on best practices and regulatory changes.

7. References
Institutional policies and procedures
National/international patient safety and quality guidelines
Health Information Privacy regulations

8. Revision History

Date Version Description of Change Author

2024-06-28 1.0 Initial version [Your Name]
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